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Creating the 
blueprint



Start with the basics
Things you need to know — that no one will teach you

People need 
to like you 
to trust you 

Mixed 
methods,
wherever 
you can

It depends… 
No, seriously!

KISS 
when you 

communicate

Know when 
to let go



Laying the 
foundation



What does success look like?

# studies run 

Indicator of coverage and decisions 

influenced by customer input 

# different 

methodologies

The right balance of proactive and 

reactive studies, a diverse set of 

methodologies to support unique needs  

# users interviewed

Capture of diverse perspectives as 

indicated by the quantity and quality of 

users and potential users interviewed

# teams supported

UX, Product, SEO, Content Strategy, 

Research and Market Intelligence, 

Competitive Intelligence, Product 

Analytics, Engineering, etc.

01

04

02

03

*OKR: CSAT + UX-Lite



What does success look like?

Current state of UXR

Proactive Reactive

Future state of UXR

12% 88%

40% 60%



RIGHT PROBLEM

Identify, understand, and 

quantify experience 

quality and users’ 

unmet needs

RIGHT SOLUTION

Evaluate usefulness 

and problem-solutions fit 

of new product or 

feature concepts

DONE RIGHT

Measure 

and improve the usability,

content, navigation, 

etc. of design solutions

Framing the methodologies

1 2 3



Current state of UXR

Right Problem Right Solution

25% 60%

Future state of UXR

12% 59%

Framing the methodologies

29%

Done Right

35%



Ethnographic study

Diary study

User interview

Internal stakeholder 

interview

Requirements and 

constraint gathering

Discover 

(Right Problem)

Explore 
(Right Solution)

Test 
(Done Right)

Competitive analysis

Journey mapping

Write user stories

Card sorting

Concept testing

Preference testing

Usability testing

Benchmark testing

Heuristic evaluation

User perception surveys

Accessibility evaluation

Tree testing

Framing the methodologies



Baseline unmoderated usability metric

• Open-ended questions

• Verbal response

• Written response

Qualitative

• CSAT

• SUS

• NPS

• SEQ

• ToT

Quantitative

• Previous experience

• Expectations

• Overall impression

Attitudinal

• Task completion

• Task success

• Error rate

• Sentiment

Behavioral



Building 
the house



Purpose of the ‘Learning Plan’ 

Increased 

transparency

Flexible level 

of effort

Identify 

roadblocks 

early

Adaptability, 

efficiency

Shared vision



Purpose of the ‘Learning Plan’ 

What UXR will do

Once 

a quarter

30-60 min. 6-8 

stakeholders

What PARTNERS will do

Define 

questions

Review 

roadmap

Collaborate



Documentation is key



Housewarming



Data visualization makes all the difference

• KISS : Keep It Stupid Simple

• Use the right graphs

• Collaborate with Designers (or others)

• Color can enhance story, but balance

• Accessibility should be incorporated 

• Be direct and clear with words

• Keep learning!



Remember your target audience level



How to scale insights enterprise-wide

Start with the 

basics

Build relationships first 

before you measure UX

There is no one 

right way to 

measure

Use what you already 

have

Keep it simple

No need to reinvent the 

wheel

Democratize the 

research

You don’t have to do it 

alone

Documentation 

is key

Know who your 

target audience 

is

Remember to speak their

language

This is a marathon, 

not a sprint!



Thank you!
Questions?


